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ABSTRACT 
The purpose of the study is to explore the influence of empowering leadership, job 
satisfaction, service climate and employee commitment on service-oriented 
organizational citizenship behaviors. A conceptual model was established based on 
existing literature to test the relationship between the variables of the study. A survey 
research design using simple random sampling was employed with a sample of 250 
salesperson from the banking industry participated in the study. The results of 
correlation and regression analyses shows that all four independent variables 
(empowering leadership, job satisfaction, service climate and employee commitment) 
have a significant relationship and influenced towards service-oriented organizational 
citizenship behaviors. The results also showed that empowering leadership is the most 
influential factor on service-oriented organizational citizenship behaviors. Hence, the 
proposed model offers a greater understanding of how empowering leadership, job 
satisfaction, service climate and employee commitment can be used to improve 
service-oriented organizational citizenship behaviors in the banking industry. Based 
on the result of this study, managers should provide avenues as well as resources for 
salespersons to deliver quality service to customers. Furthermore, customer policies 
and procedures should be clearly communicated, especially to the front-line 
employees as well as offering continuous support and encouragement to enhance 
service-oriented organizational citizenship behaviors. Finally, limitations of the study 
were discussed in tandem with the suggestions for future research. 
Keywords: empowering leadership, job satisfaction, service climate, employee 
commitment, service-oriented organizational citizenship behaviors. 
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ABSTRAK 
Tujuan kajian ini adalah untuk meneroka pengaruh memperkasa kepimpinan, 
kepuasan bekerja, iklim perkhidmatan, komitmen pekerja dan perilaku 
kewarganegaraan organisasi berorientasikan perkhidmatan. Model konseptual 
dibentuk dari literatur sedia ada untuk menguji hubungan di antara pemboleh­ 
pemboleh ubah kajian. Dengan menggunakan reka bentuk penyelidikan tinjauan dan 
persampelan rawak mudah, sampel sebanyak 2 1 1  jurujual dari industry perbankan 
mengambil bahagian dalam kajian ini. Dapatan daripada analisis korelasi dan regresi 
menunjukkan keempat-empat pembolehubah tidak bersandar (memperkasa 
kepimpinan, kepuasan bekerja, iklim perkhidmatan dan komitmen pekerja) 
mernpunyai hubungan serta pengaruh yang signifikan ke atas perilaku 
kewarganegaraan organisasi berorientasikan perkhidmatan. Dapatan kajian juga 
menunjukkan memperkasa kepimpinan merupakan faktor yang paling kuat 
mempengaruhi persepsi ini. Dengan ini, model kajian menawarkan pemahaman yang 
lebih bagaimana memperkasa kepimpinan, kepuasan bekerja, iklim perkhidmatan dan 
komitmen pekerja dapat digunakan untuk meningkatkan perilaku kewarganegaraan 
organisasi berorientasikan perkhidmatan dalam industri perbankan. Sebagai saranan 
pengurusan, para pengurus harus menyediakan peluang serta sumber bagi pekerja 
untuk memberikan perkhidmatan yang berkualiti kepada pelanggan. Di samping itu, 
dasar dan prosedur perkhimatan pelanggan harus dikomunikasikan dengas jelas 
terutama kepada pekerja barisan hadapan serta menawarkan sokongan dan galakan 
yang berterusan untuk meningkatkan komitmen pekerja. Akhirnya, batasan kajian 
juga dibincangkan seiring dengan cadangan penyelidikan masa depan. 
Kata kunci: memperkasa kepimpinan, kepuasan bekerja, iklim perkhidmatan, 
komitmen pekerja dan perilaku kewarganegaraan organisasi berorientasikan 
perkhidmatan. 
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1.0 CHAPTER INTRODUCTION 
This study exammes the factors influencing service-oriented organizational 
citizenship behaviours (SO-OCBs) among salesperson in the banking sector. These 
factors are empowering leadership, job satisfaction, service climate and employee 
commitment. This chapter consists of nine parts. These parts are Overview of the 
Malaysian Banking Industry, Background of the Study, Problem Statement, Research 
Questions, Research Objectives, Significance of Study, Scope of Study, Operational 
Definition of Key Terms, and Organization of Study. 
1.1 OVERVIEW OF THE MALAYSIAN BANKING INDUSTRY 
In Malaysia, commercial banks are the major players in the banking system. They are 
the largest and most important suppliers of funds in the banking system. Commercial 
banks were initially placed under supervision of the Bank Negara Malaysia (BNM) in 
1959. Prior to the inception of BNM, commercial banks had to comply with the 
Companies Ordinance 1948. In 1973, the Banking Act (1973) was formed. However, 
in 1989, this act was being replaced in by the Banking and Financial Institutions Act 
1989 (BAFIA), which combines the Banking Act l 973 and Finance Companies Act 
1969 in a single law (BNM, 1999). 
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Ahearne, M., Mathieu, J., & Rapp, A. (2005), "To empower or not to empower your 
sales force? An empirical examination of the influence of leadership 
empowerment behaviour on customer satisfaction and performance". Journal 
of Applied Psychology, 90(5), 945-955. 
Arnold, J.A., Arad, S., Rhoades, J.A. & Drasgow, F. (2000), "The empowering 
leadership questionnaire: The construction and validation of a new scale for 
measuring leader behaviours". Journal of Organizational Behaviour, Vol. 21 
No. 3, pp. 249-69. 
Auh, S., Menguc, B., & Jung, Y. (2014), "Unpacking the relationship between 
empowering Leadership and service-oriented citizenship behaviours: A 
multilevel approach". Journal of the Academy of Marketing Science, 42, 558- 
579. 
Babbie, R. (2005). The Basics of Social Research: Cengage Leaming 
Bandura, R. P., & Lyons, P. R. (2012), "Helping managers stimulate employee 
voluntary, helpful behaviour". Industrial and Commercial Training, 44(2), 
94--l 02. 
Bank Negara Malaysia (2005), Press Release. Retrieved from 
http://www.bnm.gov .my/index.php?ch=en _press&pg=en _press&ac=934&lan 
g=en 
Bank Negara Malaysia (2007), Annual Banking Statistics. Retrieved from 
http://www.bnm.gov.my/index.php?ch=fs_mfs&pg=fs_mfs_bank 
Bank Negara Malaysia (2019), Retrieved from 
http://www.bnm.gov.my/index.php?ch=en _ about&pg=en _ intro&ac=64 l &Ian 
g=en 
Bass, B.M. & Avolio, B. (1994), Improving organizational effectiveness through 
transformational leadership. Sage Thousand Oaks. CA. 
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relationship between affect and employee citizenship". Academy of 
Management Journal, 26, 597-595. 
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Education, Vol. 6, pp. 9-32. 
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personality , and knowledge predictors of service-oriented organizational 
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Jossey-Bass. 
Bowen, D.E. & Schneider, B. (l 985), "Boundary-spanning-role employees and the 
service encounter: Some guidelines for future management and research". In J. 
Czepiel, M.R. Solomon, & C.F. Surprenant (Eds.), The Service Encounter (pp. 
127-147). New York: Lexington Books. 
Bowen, D.E. and Schneider, 8. (2014), "A service climate synthesis and future 
research agenda". Journal of Service Research, Vol. 17 No. I, pp. 5-22. 
Buitendach, J. H., & De Witte, H. (2005), "Job insecurity, extrinsic and intrinsic job 
satisfaction and affective organizational commitment of maintenance workers 
in a parastatal". South Africa Journal of Business Management, 36(2), 27-37. 
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Factors influencing Service-Oriented Organizational Citizenship Behaviours (SO-OCB) 
among Salesperson in Commercial Banking at Klang Valley 
Dear Respondent, 
I am a student of Master of Science (Management) in Universiti Utara Malaysia. The 
questionnaire contains 2 Sections: Section A and Section B. The purpose of this questionnaire 
is to identify the factors that affect Service-Oriented Organizational Citizenship Behaviours. 
All the information provided is CONFIDENTIAL and used for academic purpose only. 
Thank you for your time and cooperation in completing this research. 
Researcher's Name: Koay Huey Sian (823208) 
Master of Science (Management) 
Universiti Utara Malaysia (UUM) 
Email: koay huey sian@oyagsb.uum.edu.rny 
Section A: Demographical Background of the Respondent 




2. Age: (Please state) 
Female 
�-� 
__ years old 
3. Ethnic Group 
c___ _ _.l Malay Chinese Indian 
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Others: (Please state) 
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4. Religion 
�-�I Muslim �--'I Buddhism ._! _--'I Christianity �-__,! Hinduism 
�-�I Others: (Please state) 
5. Marital Status: 
�-�I Single ... I -�I Married .._! _ ____,! Divorced 
6. Highest Educational Level: 





�-�' Diploma ... ! -�' Degree .._! -� 
Others: __ (Please state) 
Master STPM 
r 
7. Length of Service in this company: 
Please state: years 
---- 
8. Monthly Income: 
RM Monthly 
Section B: Please indicate your response to the following statement, according to the scale 
below. 
1 2 3 4 5 6 
Extremely Strongly Disagree Agree Strongly Extremely 
Disazree Disazree Azree Azree 
Questions 
1 I will tell outsiders that this company is a good place 1 2 3 4 5 6 
to work. 
2 I will say good things about this company to others. 1 2 3 4 5 6 
3 I will generate favourable goodwill for the comoanv. I 2 3 4 5 6 
4 I will encourage friends to use this company's 1 2 3 4 5 6 
products and services. 
5 I will actively promote this company's products and 1 2 3 4 5 6 
services. 
6 I will follow customer service guidelines with extreme 1 2 3 4 5 6 
care. 
7 I will follow up in a timely manner to customer 1 2 3 4 5 6 
requests and problems. 
8 I will perform my duties with only a few mistakes. 1 2 3 4 5 6 
120 




9 I will always have a positive attitude towards my 1 2 3 4 5 6 
work. 
10 I will be exceptionally courteous and respectful to 1 2 3 4 5 6 
customers, regardless of circumstances. 
1 1  I  will encourage co-workers to contribute ideas and 1 2 3 4 5 6 
suggestions for service improvement. 
12 I will contribute many ideas for customer promotions 1 2 3 4 5 6 
and communications. 
13 I will make constructive suggestions for service 1 2 3 4 5 6 
improvement. 
14 I will frequently present to others creative solutions to 1 2 3 4 5 6 
customer problems. 
15 The management of this organization provides many 1 2 3 4 5 6 
opportunities for emolovees to express their opinions. 
16 The management of this organization often consults us 1 2 3 4 5 6 
on strategic decisions. 
17 The management of this organization will make many 1 2 3 4 5 6 
decisions together with us. 
1 8  The management of this organization always shows 1 2 3 4 5 6 
confidence in our ability to do a good job. 
19 The management of this organization believes that we 1 2 3 4 5 6 
can handle demanding tasks. 
20 The management of this organization believes in our 1 2 3 4 5 6 
abilities to improve even when we make mistakes. 
21 The management of this organization helps us 1 2 3 4 5 6 
understand our importance to the overall effectiveness 
of this dealer. 
22 The management of this organization helps us 1 2 3 4 5 6 
understand how our iob fits into the bigger picture. 
23 The management of this organization helps us 1 2 3 4 5 6 
understand how our objectives and goals relate to the 
company's profit. 
24 The management of this organization makes it more 1 2 3 4 5 6 
efficient for us to do our job by keeping rules and 
regulations simple. 
25 I can keep myself busy all the time. 1 2 3 4 5 6 
26 I have the chance to work alone on the job. 1 2 3 4 5 6 
27 I have the chance to do different things from time to 1 2 3 4 5 6 
time. 
28 I am satisfied with the way my boss handles his/her 1 2 3 4 5 6 
workers. 
29 My supervisor is competence in making decisions. 1 2 3 4 5 6 
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30 I can do things that don't go against my conscience. 1 2 3 4 5 6 
3 1  I  have the chance to do things for other people. 1 2 3 4 5 6 
32 I have the chance to tell people what to do. 1 2 3 4 5 6 
33 I have the chance to do something that makes use of 1 2 3 4 5 6 
my abilities. 
34 Company policies are being practiced in my 1 2 3 4 5 6 
organization. 
35 I am satisfied with my pay and the amount of work I 1 2 3 4 5 6 
do. 
36 I have many chances for advancement on this job. 1 2 3 4 5 6 
37 I have the freedom to use my own judgment in doing 1 2 3 4 5 6 
my iob, 
38 I have a chance to try my own methods of doing the 1 2 3 4 5 6 
job. 
39 I am satisfied with my working conditions. 1 2 3 4 5 6 
40 My co-workers can get along with each other. 1 2 3 4 5 6 
41 I get praise when I do a good iob. 1 2 3 4 5 6 
42 I have a feeling of accomplishment from the job. 1 2 3 4 5 6 
43 This company is continually working to improve the 1 2 3 4 5 6 
quality of service we provide to our customers. 
44 Employees in this company have specific ideas about 1 2 3 4 5 6 
how to improve the quality of service we provide to 
customers. 
45 Employees in this company often make suggestions 1 2 3 4 5 6 
about how to improve the service quality of this 
company. 
46 In this company, we put a lot of effort in attempting to 1 2 3 4 5 6 
satisfy customer expectations. 
47 No matter how we feel, we always put ourselves out 1 2 3 4 5 6 
for every customer we serve. 
48 Within this company, employees often go out of their 1 2 3 4 5 6 
way to help customers. 
49 This company is continually working to improve the 1 2 3 4 5 6 
quality of service we provide to our customers. 
50 I feel my future is closely linked to this companv. 1 2 3 4 5 6 
5 1  I  feel very committed to this company. l 2 3 4 5 6 
52 I have similar values with those of this company. 1 2 3 4 5 6 
53 I am proud to tell others I am a part of this company. 1 2 3 4 5 6 
54 I really care about the fate of this companv. 1 2 3 4 5 6 
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APPENDIX2 
RELIABILITY FOR PILOT TEST 









N of Items 
14 





a. Listwise deletion based on all variables in the 
procedure. 












Alpha N ofltems 
.807 10 
Case Processing Summary 
N °/o 
a. Listwise deletion based on all variables in the 
procedure. 
c) Job Satisfaction 











Alpha N of Items 
.878 18 
Case Processing Summary 
N o/o 
a. Listwise deletion based on all variables in the 
procedure. 
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d) Service Climate 














Alpha N of Items 
.796 7 
a. Listwise deletion based on all variables in the 
procedure. 
e) Employee Commitment 
Case Processing Summary 
N 
I  
% I  
Cases Valid 30 100.0 
Excluded' 0 .0 
Total 30 100.0 





Alpha N of Items 
.791 5 
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APPENDIX3 
NORMALITY TEST 
a) Service-Oriented Organizational Citizenship Behaviours 
-r-- 
1 -  
1  
_J --;-- 




Normal Q-Q Plot ofServiceOrientedOrganizationalCitizenshipBehaviors 
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b) Empowering Leadership 
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Normal Q-Q Plot of JobSatisfaction 
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d) Service Climate 
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APPENDIX4 
RELIABILITY FOR REAL DATA 
a) Service-Oriented Organizational Citizenship Behaviours 
Case Processing Summary 
N % 
Cases Valid 211  100.0 
' Excluded' O '  · .O  
Total 211 100.0 
Reliability Statistics 
Cronbach's 
Alpha N of Items 
.954 14 
a. Listwise deletion based on all variables in the 
procedure. 
Item-Total Statistics 
Corrected Squared Cronbach's 
Scale Mean if Scale Variance Item-Total Multiple Alpha if Item 
Item Deleted if Item Deleted Correlation Correlation Deleted 
SOOCB1 57.2607 93.565 .779 .773 .950 
SOOCB2 57.1896 94.373 .772 .824 .950 
SOOCB3 57.0995 96.347 .733' .717 .951 
SOOCB4 57.1659 94.329 .801 .738 .950 
------- SOOC85 57.1469! 94.812 .808 .745 .949 
.12.QC§?_ ! 96.774 .754 .685 .951 57.1754 SOOCB7 57.11851  96.905 .755 .672 .951 
SOOCB8 57.1706 97.476 .626 .455 .954 
-- - SOOCB9 
' 
57.00471 95.576 .749 .690 I .951 
I SOOCB10 
1 
57 07581 97.251 .706 .650 .952 
-- -- SOOCB11 57.11371 95.025 .817 .722 .949 
-- l SOOCB12 57.1232 95.232 .772 .678 .950 
SOOCB13 57.1754 95.821 .748 .678 .951 
SOOCB14 57.1422 95.323, .747 .662 .951 
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Cases Valid 211 100.0 
E'!<_clude� -----"o -".o'- 
211 100.0 










Scale Mean if Scale Variance I Corrected Item- , Multiple Alpha if Item 
Item Deleted if Item Deleted Total Correlation Correlation Deleted 
EL 1 38.4171 55.540 .828 .697. .949 
EL2 38.4076 56.385 .832 .738 .949 
- -- 
EL3 38.4739 55.974 .773 .705 .951 
EL4 38.4692 56.079 .848 .757 .948 
ELS 38.4360 57.533 .734 .612 .953 
EL6 38.3791 55.494 .823 .698 .949 
EL? 38.3791 56.437 .817 .696, .949 
ELS 38.3602 57.413 .797 .702 .950 
- - - - 
EL9 38.3602 57.079 .783, .669 .951 
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c) Job Satisfaction 






- - -  
211  100.0 Alpha N of Items 
Excluded' O . O 
'------�-�--� 
211  100.0 









Scale Mean if Scale Variance I Corrected Item- 1 Multiple Alpha if Item 
Item Deleted if Item Deleted Total Correlation I Correlation Deleted 
J§1 ______ 73.0664, 171.262 .688 .624 .959 
JS2 73.1185 171.895 .641 .626 .960 
168.180' 
I 
JS3 73.1422 .771 , .732 .958 
JS4 73.2038 168.268 .764 .681 .958 
---- 
' 
JS5 73.1801 170.529 .681 I .658 .959 
JS6 73.1280 168.2551 .742 .679 .958 
. 
JS? 73.1090 170.593 I .7461 .680 .958 
JS8 73.1232 168.309 .801 .747 .957 
JS9 73.0190 '. 169.990 .751 .661 .958 
JS10 73.0237 168.547' .769 .651 .958 
JS11 73.2227 f 169.022' .674 .578 .959 
JS12 73.2322 167.493 .734 .703 .958 
JS13 73.1754 168.545 _7351 .762 .958 
----- 
_J JS14 731754 i  169.050 I 746, 731 .958 
I 
JS15 73.1659'. 167.434, .802 .739 .957 
I .690 I JS16 73.0806 169.332 I .755 .958 
- 
..:&17 73.0995 166.766 .778 .709 t .957 
- ----- I 
JS18 73.0664 I 167.024, .783, .682 .957 
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d) Service Climate 
Case Processing Summary 





o '  





Alpha N of Items 
.925 7 














- .§S_3 - 
SC4 
SC5 




Scale Mean if Scale Variance Corrected Item- 
Item Deleted if Item Deleted Total Correlation 
25.8910 24.774 .749 
25.9621 24.665 .784 
25.9763 24.690 .7891 
25.8863 25.006 .759 
25.8626 1 24.567, .789 I 
25.9810 25.409 ! .688 










.660 .911  
•  
.510 I .921 
.685 .911 
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e) Employee Commitment 
Case Processing Summary 





o ,  





Alpha N of Items 
.928 5 











I really care about the fate of 
this compan . 





Scale Variance Corrected Item- 
if Item Deleted Total Correlation 





























Freguenc;t Percent Valid Percent Percent 
Valid Male 159 75.4 75.4 75.4 
Female 52 24.6 24.6 100.0 




Freguenc;t Percent Valid Percent Percent 
Valid Below 20 years old .5 .5 .5 
21 to 25 years old 35 16.6 16.6 17.1 
26 to 30 years old 73 34.6 34.6 51.7 
31 to 35 years old 63 29.9 29.9 81.5 
36 to 40 years old 29 13.7 13.7 95.3 
41 to 45 years old 6 2.8 2.8' 98.1 
46 to 50 years old 1 . . 5 ,  .5 98.6 
5.J to 55 years old 2 1  .9 .9 99.5 
!-bove 56 years ol.<cJ .5 .5 100.0 




Freguenc;t Percent Valid Percent I Percent 
Valid MALAY 138 65.4 65.4 65.4 
CHINESE 62 29.4 29.4 94.8 
IND/AN 6 2.8 2.8 97.6 
OTHERS 5 2.4 2.4 100.0 
Total 211  .  100.0 100.0 
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Freguency ' Percent Valid Percent Percent 
Valid Muslim 1401  66.4 66.4 66.4 
Buddhism 57 ! 27.0 27.0 93.4 
.Q!i.ristianity 7 1  3.3 3.3 96.7 
Hinduism 6 2.8 2.8 99.5 
--- - 
Others .5 .5 100.0 
Total 211  100.0 100.0 
e) Marital Status 
MARITAL ST A TUS 
Cumulative 
Freguency Percent Valid Percent Percent 
Valid Single 78 37.0 37.0 37.0 
Married 125 59.2 59.2 • 96.2 
Divorced _ 8 3.8 3.8 100.0 
Total 211  ,  100.0 100.0, 
I) Educational Level 
HIGHEST EDUCATION LEVEL 
I 
Cumulative 
Freguenc}:'. Percent Valid Percent Percent 
Valid SPM 
I 
80,  37.9 37.9 37.9 
- -- i 
STPM 12 5.7 5.7 I 43.6 
- 
.Qi!'LOMA 50'  23.7 23.7 1  67.3 
I 
_fl.§Q[<g_ 62 29.4 29.4' 96.7 
I 
MASTER 4 1.9 1 .9 98.6 
Others 3 1.4 1.4 100.0 
Total 211 100.0 100.0 
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g) Duration Service 
LENGTH OF SERVICE IN THIS COMPANY 
Cumulative 
Freguencl Percent Valid Percent Percent 
Valid 1 months to 5 }'.ears 97 46.0 46.0 46.0 
6 to 10 years 68 32.2 32.2, 78.2 
1 1 t o 1 5 l e a rs  31 I 14.7 14.7 92.9 
16to 20 years _ 8 3.8 3.8 96.7 
21 to 25 ears 4 1.9 1.9 98.6 
�6to30_y.\)� . 5 1  . 5 ,  99.1 
l 
.11 to 3.§_y�ars 1 . .5 .5 99.5 
36 to 40 ears .5 .5 I 100.0 
Total 211 100.0 100.0 I 




Freguenc:t Percent Valid Percent Percent 
Valid Less than RM2000 17 8.1 8.1 8.1 
R�001 to RM3000 24 11 .4 1 1 .4  19.4 
RM3001 to RM4000 26 12.3 12.3 31.8 
- - 
RM4001 to RM5Q_QQ.._ 28 13.3 13.3 45.0 
RM50Q1 to RM60Q_O 21 10.0 1 0 0 .  55.0 
RM6001 to RM7000 8 3.8 3.8'  58.8 
RM7001 to RM8000 44 20.9 20.9 79.6 
..!l!!@001 to RM9000 22 10.4 10.4 90.0 
�900�RM10QOO 8 3.8 3.8 93.8 
Above RM:J.900Q__ _ 13 6.2 6.2 ! 100.0 






a) Descriptive (Mean and Standard Deviation for All variable) 
Descriptive Statistics 
N Minimum Maximum Mean ' Std Deviation 
SO-OCB 2 1 1  .  1 . 0 0 ,  6.00 4.3951 ' .75250 
,.E!!}eowe_ring �eadersh! 2 1 1  .  1.00 I 6.00 4.2676 .83248 
Job Satisfaction 2 1 1  I  1.00 I 6.00 4 . 3 0 1 8 .  .76348 
� -  
Service Climate 2 1 1  1 .00 6.00 4.3 1 95 .82592 
----- I 
' Emelo:ree Commitment 2 1 1  I  1.00 6.00 4.3209 .87278 
b) Service-Oriented Organizational Citizenship Behaviours 
Descriptive Statistics I 
N Minimum Maximum Mean Std Deviation 
SOOCB1 2 1 1  1.00 6.00 4.2749 I 1 . 0 5 1 2 1  
I  SOOCB2 2 1 1  1 . 0 0 '  6.00 4.3460 I 1.00888 
' SOOCB3 2 1 1  1.00 6.00 4.4360 .92553 
- -  - - SOOCB4 2 1 1  I  1.00 6.00 4.3697 .97874 
r 
SOOCB5 2 1 1  1.00 6.00 4.3886 .94146 
--- - - --- SOOCB6 2 1 1  1.00 6.00 4.3602 .87458 
---- -- SOOCB7 2 1 1  .  1.00 I 6.00 4 . 4 1 7 1  j .86547 
- ---- -  Jill_OCB8_ 2 1 1  1.00 6 . 0 0 '  4.3 649 1 .97809 c,OOC_B_L _ _ 2 1 1  1.00 6.00 4.5 3 081 .95755 
SOOCB10 2 1 1  1.00 I 6.00 4.4597 j .89551 
------ SOOCB11 2 1 1  ·  1.00 6.00 4.42 1 8  .91926 
SOOCB12 2 1 1  '  1 . 0 0 .  6.00 4 . 4 1 2 3 1  .95401 
----- - 2 1 1  :  SOOCB13 1.00 1 6 . 0 0 1  4.3602 .94271 
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c) Empowering Leadership 
Descriptive Statistics 
' 
N Minimum Maximum Mean Std. Deviation 
_s.io1 __ - 211 1.00 6.00 4.2559 1.02859 
EL2 211  ,  1.00 6.00 4.2654 .95901 
EL3 211 1.00 6.00 4.1991 1.05478 , ______ 
EL4 211 1.00' 6.00, 4.20381 .96668' 
EL5 211  1.00 6.00 4.2370 .97138 
EL6 211  1.00 6.00 4.2938 1.03690 
4.2938 I _sP 211  1.00 6.00 .97047 
ELS 211 1.00 6.00 4.3128 I .91380 
EL9 211  1.00 6.00 4.3128 .95458 
--- 
EL 10 211  1.00 6.00 4.2986 1.01463 
d) Job Satisfaction 
97333 44076 6 00 1 00 211 '  
Descriptive Statistics 
N Minimum Maximum Mean Std. Deviation 
211 ,  1.00 6.00 4.3649 .93325 
211  ,  1.00 6.00 4.3128 .95955 
211 1.00 6.00 4.2891 .98890 
211  1.00 6.00 4.2275 .99302 
211  1.00 6.00 4.2512 .98001 
211 1.00 6.00 4.3033 1.02024 
211  1.00 6.00 4.3223 .89996 
211  1.00 6.00 4.3081 .94862 











-- - - 
JS11 211  1.00 6.00 4.20851 1.07088 
--·- I 
J.§1_2 --- - -- 211  1.00 6.00 4.1991 1.06824 
JS13 211  1.00 6.00, 4.25591 1.01461 
JS14 211 1.00 6.00 4.2559 .97634 
·- --  ' 
I 
JS15 211 ,  1.00 6.00 4.2654 .98835 
--- -- 




211  1.00 6.00 4.3318 1.04830 
- 
JS18 211  1.00 6.00, 4.3649 1.03026 
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e) Service Climate 
Descriptive Statistics 
N Minimum Maximum Mean Std. Deviation 
SC1 211  1.00 6.00 4.3602 1.00623 
---- --- 
SC2 211  1.00 6.00 4.2891 .98408 
,.... -- 
SC3 2 1 1  1.00 6.00 4.2749 .97604 
------- 
_s�--- 211  1.00 6 00  4.3649 .96831 
�- 211 1.00 6.00 4.3886 .99075 
SC6 211 1 .001 6.00 4.2701 .99427 
' 
SC? 2 1 1
1  
1.00 6.00 4.3033 1.02490 
I) Employee Commitment 
Descriptive Statistics 
I 
N Minimum Maximum Mean Std. Deviation 
EC1 211  1.00 6.00 4.2607. .99202 
EC2 211 1.00 6.00 4.3318 .92267 
EC3 2 1 1
1  
1.00 6.00 4.3081 .97828 
..lli.. 211 1.00 6.00 4.3270 1.04297 
r 
EC5 211  1.00 6.00 4.3697 1.01222 
r 
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ours Sig. (2-tailed) .000 .000 .000 .000 
N 211 211 211 2 1 1 '  211 
---- 
.. .. .. , .. 
Empoweringleadership Pearson .804 1 .763 .835 . .825 
Correlation 
Sig.j2-tailed) __ .000 .000 .000 .000 
N 211 211 211 211 211 











'. Sig. (2-t2,il�)_ _ .000 .000 .000 .000 
N 211 I  211  2 1 1  211  211 
,-- 










Sig. (2-tailed) .000 .000 .000 .000 
N 211 I  211  211 I  211  211 









Sig. (2-tailed) .000 .000 .000 .000 
N 211 211 211 2 1 1 1  211 
"". Correlation is significant at the 0.01 level (2-tailed). 
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Model R R Square Square 
Std. Error of the 
Estimate 
.814' .663 .657 l .40224 
a. Predictors: (Constant), employeecommitment, jobsatisfaction, 
empoweringleadership, serviceclimate 
ANOVA' 
Model Sum of Squares df I Mean Square F Sig. 
a. Dependent Variable: serviceorientedocb 



















a. Dependent Variable: serviceorientedocb 
Sig. 






Beta Std. Error 







(Consta_n_!L _ 1 . 1 54  
�powering1eaders�ip _ ji-----".5"3"7-----'-'=+----'-'·6:.:2:.:0c__.....:=:.:c..---'='- 
jp�satisJ�'-t]9n___ .256 .276 
servic.£!01im__at� ----+------'-·0=-5"-1'-----":.:c..'-------'-·Oc.c6c.c0c...... __ c.c.c.c_ . 
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APPENDIX9 
FACTOR ANALYSIS 
a) Service-Oriented Organizational Citizenship Behaviours 
KMO and Bartlett's Test 
Kaiser-Meyer-Olkin Measure of Sam.eling Ad_e�g_ua_c�y_. --�---·9_4_2 












SOOCB1 .814 -.382 
r- 
,2QOCB2 ___ .807 -.465 
SOOCB3 .771 -.430 
. 
SOOCB4 .833 -.230 
SOOCB5 .840 -.209 
SOOCB6 .793 -.147 
SOOCB7 .793 .015 
- - - 
SOOCB8 .673 .077 
----- 
SOOCB9 .788 .379 
- ------ 
_SOOC..§10_ . .747 .409 
ioocs11 .848 .225 
SOOCB12 .808 · .244 
.2_Q.OC�1_3_ .787 .327 
--- 
SOOCB14 .786 .238 
Extraction Method: Principal Component Analysis. 
a. 2 components extracted. 
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b) Empowering Leadership 
KMO and Bartlett's Test 
_Kaiser-_!!1eyer-Olki,:,_ Measure of Samplir,_g Ad�y_. .9_34_ 
Bartlett's Test of Sphericity A£Prox. Chi-S�a� 1845.938 
df 45 
Si . .000 
Component Matrix' 
Component 









EL 10 .840 
Extraction Method: Principal Component 
Analysis. 
a. 1 components extracted. 
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c) Job Satisfaction 





























.678 · .356 
.801 ,  .278 
' 
.793 .027 

















Extraction Method: Principal Component Analysis. 
a. 2 components extracted. 
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d) Service Climate 
KMO and Bartlett's Test 
. Kaiser-Mfyer-Qlkin Measure of Sampling Adequacy. 























Extraction Method: Principal Component 
Analysis. 
a. 1 components extracted. 
e) Employee Commitment 
KMO and Bartlett's Test 
• Kais�-M_eyer-Olkin Measure of Sampling Adeguacy. 
















Extraction Method: Principal Component 
Analysis. 
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